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Illinois Bell Telephone Company (“Ameritech Illinois” or the “Company”), by its 

attorneys, submits this Supplemental Brief on Factual Issues Raised by New Legislation. For the 

reasons set forth below, the Commission should reject the arguments of Staff and GCI in favor of 

imposing on Ameritech Illinois a system of customer-specific service quality remedies that 

would be more stringent than those recently imposed by the Commission through its emergency 

service quality rules. 

As Ameritech Illinois has argued in the Initial Brief Of Ameritech Illinois On Impact Of 

New Legislation and the Reply Brief of Ameritech Illinois On Impact of New Legislation, the 



I . 

General Assembly has adopted new Section 13-712 of the Public Utilities Act, which requires a 

compensation system for telecommunications consumers who have been adversely affected by 

service quality problems. The new law expressly requires the Commission to adopt rules that 

will apply to “all” carriers, and to implement service quality remedies that will apply to “each” 

such carrier. 220 ILCS 5/13-712(a), (d)-(e). Section 13-712 does not provide for customer- 

specific remedies that would vary from carrier to carrier, including additional remedies applied 

pursuant to an Alternative Regulation Plan. 

Although new Section 13-712 allowed the Commission up to a year to complete a 

rulemaking proceeding to implement that provision (220 ILCS 5/13-712(c)), the Commission 

instead elected immediately to adopt emergency rules. As a result, not only Ameritech Illinois 

but the entire industry was forced to implement the rules on an emergency basis. Emergency 

implementation required thousands of hours and millions of dollars, much of which had to be 

diverted from normal processes and operations to permit the implementation to be completed. 

Now, Staff would in effect have the Commission tell Ameritech Illinois, “Never mind. Do 

something else.” Not only would such an action be wasteful, it would be entirely inequitable. 

By the time the Commission issues an order in this proceeding, Ameritech Illinois will 

have fully implemented the customer-specific remedies required by the emergency rules adopted 

by the Commission pursuant to new Section 13-712. Implementation of those rules is already 

requiring substantial time, money and resources. The adoption of a different set of service 

quality remedies - perhaps only weeks after the implementation of the Commission’s 

emergency rules has been completed - would require much of that effort to be repeated.’ The 

end result would be to waste literally thousands of hours of effort, as explained in detail in the 

I Ameritech Illinois will file tariffs to implement the emergency rules by September 15, 2001. The 
emergency rules will be fully implemented and the required credits will appear on customers’ bills by mid-October. 
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attached affidavits of Michael Flynn and John Muhs. In addition, implementing a different set of 

service quality remedies would increase the possibility of system errors and employee confusion. 

The affidavit of Michael Flynn explains the additional work required to program and test 

Ameritech Illinois’ billing systems. The billing organization has estimated that approximately 

1000 additional hours would be required to implement the Staff proposal. By comparison, 

implementation of the Commission’s emergency rules has required, or is expected to require, 

approximately 1200 hours. These estimates show that the majority of the necessary time 

required would be spent reprogramming and retesting systems that were already programmed 

and tested to implement the emergency rules. This would result in a significant waste of 

resources. (Flynn Aff., 114-5). 

The Affidavit of John Muhs explains the additional effort that would be required of the 

Ameritech network organization, including related work groups. The largest single impact of the 

Staff proposal would be to require approximately 400 additional hours of time by the Installation 

and Repair Group for planning, writing procedures, training and communications. In addition, 

approximately 500 hours of extra work would be required of the Network Services Regulatory 

Results group, SBC Network Support Staff, Ameritech Network Services Staff and Network 

Regulatory Staff. These estimates were based on the actual time spent, or expected to be spent, 

implementing the requirements of the Commission’s emergency rules, and reflecting the fact that 

some of the work already performed to implement HB 2900 could be retained. (Muhs Aff., n4- 

5). 

In addition, as both Mr. Flynn and Mr. Muhs explain, changing the requirements for 

customer compensation would increase the likelihood of billing errors and employee confusion. 

This is true particularly where, as was the case for implementing the Commission’s emergency 
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rules, implementation has been rushed through without the normal development and testing time. 

Accelerated implementation of this kind has already occurred in Michigan, where Ameritech 

Michigan failed to provide credits totaling approximately $720,000 to approximately 2400 

customers, an error Ameritech Michigan later identified and corrected. Moreover, such errors 

would not necessarily be limited to Illinois or to service quality credits. Interactions between 

systems can cause widespread and unpredictable billing errors which could extend far beyond 

the credits at issue. (Flynn Aff., 1[ 9; Muhs Aff., 16). 

The adoption of Staffs proposal could also jeopardize the timely implementation of other 

planned billing system changes, including the implementation of the flat-rated packages required 

by new Section 13-5 18. Implementation of those packages is currently scheduled for the 

December 2001 billing release. Given the limited resources available to perform and test billing 

system programming, and depending on the required implementation date, the adoption of 

Staffs proposal could compromise Ameritech Illinois’ ability also to implement the flat-rated 

packages. Moreover, even if the Commission chooses to adopt Staffs proposal (or any other 

proposal that would impose a different set of customer-specific service quality remedies on 

Ameritech Illinois), the Commission should allow adequate time to implement any such 

remedies. Shortening the implementation interval beyond that point would significantly limit 

Ameritech Illinois’ ability to evaluate and implement any new requirements, which would 

increase the possibility of system errors. (Flynn Aff., 110). 

Finally, Staff and GCI seem to view the time and expense that would be required to 

implement their service quality proposals as Ameritech Illinois’ problem alone. However, the 

Commission is required to consider efficiency and equity in reaching its decisions. 220 ILCS 

5/1-102(a), (d). Neither efficiency nor equity supports the adoption ofnew and different service 



quality remedies, particularly when those remedies would come immediately on the heels of the 

Commission’s emergency service quality rules. 

Therefore, for the reasons provided in this brief, as well as Ameritech Illinois’ initial and 

reply briefs concerning the impact of the new legislation, the Commission should not implement 

any customer-specific service quality remedies different from, or in addition to, those required 

pursuant to new Section 13-712 of the Act and the Commission’s rules implementing that 

provision.2 

Respectfully submitted, 

ILLINOIS BELL TELEPHONE COMPANY 

Louise A. Sunderland 
Mark A. Kerber 
Karl B. Anderson 
Attorneys for Ameritech Illinois 
225 West Randolph Street, HQ-25D 
Chicago, IL 60606 
(3 12) 727-6705 
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Edward A. Butts 
1800 West Hawthorne Lane, Room 102 
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2 As Ameritech Illinois has pointed out elsewhere, the goal of the Alternative Regulation Plan - to maintain 
service quality at established levels (220 ILCS 5/13-506.1(c)(6)) - can and should be addressed through annual 
benchmarks and penalties. 





Jack A.Pace 
City of Chicago 
Public Utilities Unit 
30 North LaSalle St., St. 900 
Chicago, IL 606022580 

Phillip Casey 
Hearing Examiner 
Illinois Commerce Commission 
160 N. LaSalle. Ste. C-800 
Chicago, Illinois 60601 

Patrick Giordano 
Attorney for NEXTLINK 
Giordano &Associates 
55 E. Monroe, Ste. 3040 
Chicago, IL 60603 

Dennis Muncy 
Joseph Murphy 
Matt Deering 
Meyer, Cape!, Hirschfeld, Muncy, 
Jahn 8 Aldeen P.C. 
306 West Church Street 
Champaign, IL 61826-6750 

Henry Kelly 
Joseph E. Donovan 
O’Kaafe Ashenden Lyons &Ward 
30 North LaSalle, Suite 4100 
Chicago, IL 60662 

Calvin Manshio 
Manshio &Wallace 
4753 N. Broadway Ave., Suite 732 
Chicago, IL 60640 

SERVICE LIST FOR 

I.C.C. Docket No. 98-0252198-0355 
(Consol.) 

Karen Lusson 
Citizens Utility Board 
349 South Kensington Avenue 
LaGrange, Illinois 60525 

Matthew L. Harvey 
Office of General Counsel 
Illinois Commerce Commission 
160 North LaSalle Street, Ste. C-800 
Chicago, Illinois 60601-3104 

Eve Moran 
Hearing Examiner 
Illinois Commerce Commission 
160 North LaSalle St., Ste. C-800 
Chicago, IL 60601 

John E. Rconey 
Sonnenechein, Nath 8 Rosenthal 
8000 Sears Tower, Suite 7800 
233 South Wacker Drive 
Chicago, IL 60604 

Michael Ward 
Michael Ward, P.C. 
1608 Barkley Blvd. 
Buffalo Grove, IL 60089 

Allan Goldenberg 
David Heaton 
Assistant State’s Attorneys 
Public Utilities Division 
69 West Washington, Ste. 700 
Chicago, Illinois 60602 

Cheryl L. Hamill 
AT&T Communications 
222 W. Adams St., Ste 1500 
Chicago, IL 60606 

Darrell S. Townsley 
MCI Telecommunications Corp. 
205 N. Michigan Avenue, 11” Floor 
Chicago, IL 60601 

Gwen E. Ma&ride 
Tern Brieske 
Schiff Hardin 8 Waite 
233 South Wacker Drive 
6606 Sears Tower 
Chicago, IL 60606 

Janice Dale 
Assistant Attorney General 
100 W. Randolph Street, 11” Floor 
Chicago, IL 60601 

Peter Nyca, Jr. 
Department of the Army 
901 N. Stuart Street 
Arlington, VA 22203 


